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INTERNET USE 19952014

% of American adults who use the internet over time
(8/% of American adults claim to use the internet in
2014, compared to less than 80% just 4 years ago)
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Source: Pew Research Center surveys, 1995-2014.



CELL PHONE OWNERSHIP 20002014

% of American adults who own a cell phone over time
(All but 10% of American adults own a cell phone)
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Source: Pew Research Center Internet Project surveys, 2000-2014.



SMARTPHONE OWNERSHIP OVER TIME

% of American adults who own a smartphone over time
(Smartphone ownership has increased nearly 25% in just 3 years)
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Source: Pew Research Center Internet Project surveys, 2011-2014.



AMERICANS MORE ATTACHED

TO INTERNET, CELL PHONES

Percent who say... would be hard to give up

ADULTS VALUE INTERNET AND CELL PHONES

AS EQUALLY HARD TO GIVE UP. Internet
53% of internet
50% . e S e — (3 HeerE
860 O Cellphone
' 49% of cellphone
44% / owhers

43%0

O
38% Television
35% of all adults*
30% - O, .. Landline
O telephone
28% of landline
*OnI?/ 12% of those ages 18-29 say television telephone
would be very hard to give up. owners
0%
2006 2014

Source: Pew Research Center Internet Project surveys, 2011-2014.
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» Mobile-enabled websii

- Open gov/transparency and open data portals

- Use of analytics, dashboards and social media
portals with agency listings increased

« Nearly all winning cities and states had
rebuilt their sites using responsive design

- Counties overall had not embraced responsive
design, but increased the use of social media

and mobile apps.
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STATE OF THE PORTAL:
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WHAT’S HAPPENING ON THE PORTAL

Using responsive design, Maine.gov and its online applications
can be easily viewed using a wide variety of handheld devices.
To provide superior customer service, Maine.gov utilizes tools
that transfer live chats and emails into help tickets, which can
then be transferred into the development queue. Maine.gov
provides transparency to its citizens through its new Maine
Open Checkbook application, which is built on more than

18 million data records detailing state vendor payments and
employee compensation.
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3 POPULAR TOPICS
Mgroes H At v Bolvan (e

FUNDING

What does the eGovernment  How is the eGovernment
program funding include? program primarily funded?
- Website redesign  Self-funded using

« Enterprise services transaction fees

 Application development

« Marketing and promaotion,
including marketing to
promote online services
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GOVERNANCE

The state of Maine’s eGovernment program is deployed
through a public-private partnership. The central IT agency
is responsible for contract administration of the state portal
and reports to the state C|O. The state also has a 15-member
oversight board for the program, InforME, comprised of the
state ClO, the secretary of state, several municipality repre-
sentatives and one non-voting representative of the private
sector partner.
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EGOVERNMENT PRIORITIES

« Develop new applications in
responsive design templates

. Improve accessibility

. Expand services
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WEBSITE CAPABILITIES

PAYMENT PROCESSING
Kiosk

Secure mobile payments
IVR

MOBILE
Mobile-optimized site
Native applications for:
Apple

Android

Other

CUSTOMER SERVICE

Live help/online customer
service

24/7 customer service:
Online

Email

Phone

SMS (Short Message Service)

CROWDSOURCING

Customer service
(GetSatisfaction)

Feedback/ideas

Online market research
Mobile apps

Maps

Data visualization/infographics/
mashups

Photos
Videos
Widgets

Qaos
3logs

ONLINE SERVICES

eBench warrants

Automated location awareness/

GeolP

Criminal history reports
Driver’s license renewals
Vehicle title requests

Moving violation and parking
ticket payments

Temporary license plates

Trucking/commercial vehicle
permits

ID verification

Vehicle inspections
appointments

Vehicle title and lien searches
One-stop business registration

Inmate banking/commissary
deposits

Property tax payments
Utility payments

Construction liens monitoring
Fleet monitoring

Mapping/tracking for roads,
construction and public
transportation

Roadside moving violation
payments

Legislative tracking
Sex offender registry

Campground reservations

Prescription drug registry/
monitoring

Meth registry

DMV office appointments
lhird-party vision certification
for driver’s license renewals
SOCIAL MEDIA

Twitter

Facebook

Video

Photos/images

RSS feeds

Blogging

Media portals

Pinterest

Instagram

Vine
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STATE OF THE PORTAL:

SOUTH
CAROLINA

WHAT’S HAPPENING ON THE PORTAL

South Carolina implemented its newly designed
SC.gov website in April 2013. Key features of the new
site include responsive design; instant search results
based on metatags, content and descriptions; a focus

on citizen interaction and centralized information
about online services.



STATE OF THE PORTAL:

SOUTH
CAROLINA

FUNDING
What does the eGovernment program funding include?
« Support and development - Content management
of the official state website: « Event registration
SC.gov « Support and maintenance
« Custom application « Marketing and promaotion,
development including marketing to
« Enterprise services promote online services

. Payment processing

How is the eGovernment program primarily funded?
« Selffunded using transaction fees



STATE OF THE PORTAL:

SOUTH
CAROLINA

GOVERNANCE

The state of South Carolina eGovernment program is deployed through

a public-private partnership — a combination of a private sector company
and the Budget and Control Board, Division of State Information
Technology, the state’s central IT agency. The program reports to the
deputy director of the Division of State Information Technology (DSIT), who
reports to the director/ClO. The program is governed by a 10-member
eGovernment Oversight Committee that meets every other month

to approve and prioritize projects and review operational status. The
committee is comprised of five public sector members and five private
sector members and is chaired by the DSIT deputy director.




STATE OF THE PORTAL:

SOUTH
CAROLINA

EGOVERNMENT PRIORITIES
« Implement the new - Create arobust business
Department of Natural search and filings application

Resources licenses suite ,
. Increase adoption and

. Implement a user-friendly expand payment processing

customer complaint system
P 4 « Design all websites and

- Develop vendor payment applications with a “mobile
inquiry and outstanding check  first” approach
iInquiry applications



STATE OF THE PORTAL:

SOUTH CAROLINA

WEBSITE CAPABILITIES

PAYMENT PROCESSING
Kiosk
Secure mobile payments

IVR

MOBILE
Mobile-optimized site
Native applications for:
Apple

Android

Other

CUSTOMER SERVICE

Live help/online customer

service

24/7 customer service:
Online

Email

Phone

SMS (Short Message Service)

CROWDSOURCING

Customer service
(GetSatisfaction)

Feedback/id

Online market research
Mobile apps

Maps

Data visualization/infographics/
mashups

Photos
Videos
Widgets
Blogs

ONLINE SERVICES
eBench warrants

Automated location awareness/

GeolP

Criminal history reports
Driver’s lice enewals
Vehicle title requests

Moving violation and parking
ticket payments

Temporary license plates

Trucking/commercial vehicle
permits

ID verification
Vehicle inspections
appointments

‘ehicle title and lien searches
One-stop business registration

Inmate banking/commissary
deposits

Property tax payments

Utility payments

Construction liens monitoring
Fleet monitoring

Mapping/tracking for roads,
construction and public
transportation

Roadside moving violation
payments

Legislative tracking
Sex offender registry

Campground reservations

Prescription drug registry/
monitoring

Meth registry

DMV office appointments
Third-party vision certification for
driver’s license renewals
SOCIAL MEDIA

Twitter

Facebook

Photos/images
RSS feeds

BI

Media portals
Pinterest
Instagram

Vine
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CALIFORNIA g

WHAT’S HAPPENING ON THE PORTAL

California is planning a redesign of its portal in 2014.
The state hopes to transition the now static website
to a true content management system, extending
authoring capability and workflow for other state
departments directly into the portal.



STATE OF THE PORTAL:

CALIFORNIA

SR

FUNDING

What does the eGovernment program funding include?
- Website redesign
« Enterprise services
« Application development
« Marketing and promoaotion, including marketing
to promote online services

How is the eGovernment program primarily funded?
« Agency funded
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CALIFORNIA g

GOVERNANCE

The state of California’s eGovernment program
is deployed using mostly state resources and
the program is managed by the Department of
Technology Services.



STATE OF THE PORTAL:

CALIFORNIA

o

EGOVERNMENT PRIORITIES

« Go beyond responsive design and present data in
completely different formats based on device used

« Incorporate more GPS and geo-coding information to
direct citizens to the nearest services (e.g. DMV, health,
social services) in their area



CALIFORNI

WEBSITE CAPABILITIES

PAYMENT PROCESSING
Kiosk

Secure mobile payments
IVR

MOBILE
Mobile-optimized site
Native applications for:
Apple

Android

Other

CUSTOMER SERVICE

Live help/online customer
service

24/7 customer service:
Online

Email

Phone

SMS (Short Message Service)

CROWDSOURCING
Customer service
(GetSatisfaction)
Feedback/ideas

Online market research
Mobile apps

Maps

Data visualization/infographics/
mashups

Photos
Videos
Widgets

Blogs

ONLINE SERVICES

eBench warrants

Automated location awareness/

GeolP

Criminal history reports
Driver’s license renewals
Vehicle title requests

Moving violation and parking
ticket payments

femporary license plates

Trucking/commercial vehicle
permits

ID verification

Vehicle inspections
appointments

Vehicle title and lien searches

One-stop business registration

Inmate banking/commissary
deposits

Property tax payments

Utility payments

Construction liens monitoring
Fleet monitoring

Mapping/tracking for roads,
construction and public
transportation

Roadside moving violation
payments

Legislative tracking
Sex offender registry
Campground reservations

Prescription drug registry/
monitoring

Meth registry

DMV office appointments
Third-party vision certification
for driver's license renewals
SOCIAL MEDIA

Twitter

Facebook

Video

Photos/images

RSS feeds

Blogging

Media portals

Pinterest

Instagram

Vine
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STATE OF THE PORTAL:

UTAH

WHAT’S HAPPENING ON THE PORTAL

Utah has added more data sets to its GeolP locator,
which automatically provides users with information
customized to them based on their location. For
example, a user’s local legislative representative is
displayed on the homepage. The “zoom” feature on
the site allows users to more easily read information
on the homepage.



STATE OF THE PORTAL:

UTAH

FUNDING

What does the eGovernment program funding include?
- Website redesign
« Enterprise services
« Application development
« Marketing and promoaotion, including marketing
to promote online services

How is the eGovernment program primarily funded?
« Selffunded using transaction fees



STATE OF THE PORTAL:

UTAH

GOVERNANCE

The state of Utah eGovernment program is
deployed through a public-private partnership.
The Department of Technology Services is
responsible for the program. The chief technology
officer and chief technologist/strategic planner
oversee the program.



STATE OF THE PORTAL:

UTAH

EGOVERNMENT PRIORITIES

- Increase mobile access with responsive design

« Increase security
 Improve search features
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UTAH

WEBSITE CAPABILITIES

PAYMENT PROCESSING
Kiosk

Secure mobile payments
IVR

MOBILE
Mobile-optimized site
Native applications for:
Apple

Android

Other

CUSTOMER SERVICE

Live help/online customer
service

24/7 customer service:
Online

Email

Phone

SMS (Short Message Service)

CROWDSOURCING

Customer service
(GetSatisfaction)

Feedback/ideas

Online market research
Mobile apps

Maps

Data visualization/infographics/
mashups

Photos
Videos
Widgets
Blogs

ONLINE SERVICES
eBench warrants

Automated location awareness/
GeolP

Criminal history reports
Driver’s license renewals
Vehicle title requests

Moving violation and parking
ticket payments

Temporary license plates

Trucking/commercial vehicle
permits

ID verification

Vehicle inspections
appointments

Vehicle title and lien searches
One-stop business registration
Inmate banking/commissary
deposits

Property tax payments

Utility payments

Construction liens monitoring
Fleet monitoring

Mapping/tracking for roads,
construction and public
transportation

Roadside moving violation
payments

Legislative tracking

Sex offender registry

Campground reservations

Prescription drug registry/
monitoring

Meth registry

DMV office appointments
Third-party vision certification
for driver’s license renewals
SOCIAL MEDIA

Twitter

Facebook

Video

Photos/images

RSS feeds

Blogging

Media portals

Pinterest

Instagram

Vine
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STATE OF THE PORTAL:

TENNESSEE

WHAT’S HAPPENING ON THE PORTAL

Recently redesigned TN.gov was ranked the best state
government website in 2013 by CDG. TN.gov was optimized
for a range of screen sizes to provide easy reading and
navigation with a minimum of resizing, panning and scrolling.
Support for retina displays, swipe gestures on rotators and
collapsing menus are just a few of the ways the site has been
enhanced to improve the user experience.



STATE OF THE PORTAL:

TENNESSEE

FUNDING

What does the eGovernment program funding include?
- Website redesign and maintenance

« Enterprise services

« Application development

« Business process consulting

- Marketing online services

- Technical assistance for agencies

How is the eGovernment program primarily funded?
 Selffunded using transaction fees



STATE OF THE PORTAL:

TENNESSEE

GOVERNANCE

The state of Tennessee eGovernment
program is deployed by a private sector
company. A Portal Advisory Committee with
agency representation convenes regularly to
review agency application requests, and
provide overall guidance and initiatives.



STATE OF THE PORTAL:

TENNESSEE

EGOVERNMENT PRIORITIES

- Use new technology systems to
improve employee recruitment

. Increase transparency

- Establish accountability
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WEBSITE CAPABILITIES

PAYMENT PROCESSING
Kiosk

Secure mobile payments
IVR

MOBILE
Mobile-optimized site
Native applications for:
Apple

Android

Other

CUSTOMER SERVICE

Live help/online customer
service

24/7 customer service:
Online

Email

Phone

SMS (Short Message Service)

CROWDSOURCING

Customer service
(GetSatisfaction)

Feedback/ideas

Online market research
Mobile apps

Maps

Data visualization/infographics/
mashups

Photos
Videos
Widgets

logs

ONLINE SERVICES
eBench warrants

Automated location awareness/

GeolP

Criminal history reports
Driver’s license renewals
Vehicle title requests

Moving violation and parking
ticket payments

Temporary license plates

Trucking/commercial vehicle
permits

ID verification

Vehicle inspections
appointments

Vehicle title and lien searches
One-stop business registration

Inmate banking/commissary
deposits

Property tax payments

Utility payments

Construction liens monitoring
Fleet monitoring
Mapping/tracking for roads,
construction and public
ransportation

Roadside moving violation
payments

Legislative tracking
Sex offender registry
Campground reservations

Prescription drug registry/
monitoring

Meth registry

DMV office appointments
Third-party vision certification
for driver’s license renewals
SOCIAL MEDIA

Twitter

Facebook

Video

Photos/images

RSS feeds

Blogging

Media portals

Pinterest

Instagram

Vine
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